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For a developing country like Indonesia transportation plays an 
important role. Along "ilith development of major cities taxi service emerges 
to be an attractive business. Various facilities and incentives offered by the 
govenunent lead to the emergence of new players within the industry. 
Competition becomes a series of races down identical paths that only the 
company that consistently succeeds in serving customers more effectively 
than its competitors can win. 
This study attempts to determine the service attributes that are 
related to the customer choice of CITRA taxi in Malang, East Java. In 
addition, it wants to frod out the rank of tbose attributes put by the 
customers with regard to their decision in choosing CITRA taxi. As the 
variables identified and examined in this study are theoretically interrelated, 
factor analysis is selected as an appropriate technique. 
Based on a sample of 441 respondents drawn randomly research 
fmdings indicate that there are four factors that are related to the customer 
choice of CITRA taxi in Malang. First factor, i.e. convenience, accounts for 
41.70% of the total variance, second factor, i.e. completeness, 7.80%, third 
factor, i.e. responsibility, 6.40% and fourth factor, i.e. safeness, 6.30%. 
Furthermore, tabulation of rank scores suggests that the customers put 
those attributes as follows: station, fleet, waiting time, car condition, driving 
style, A.C. condition, car cleanliness, driver'S attitudes and seat condition. 
The reasearcher finally proposes that PT. CITRA KENDEDES UTAMA 
should develop its competencies around those four factors and position itself 
strategically by performing different activities from rivals or performing 
similar activities in different ways. 
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